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1. CUSTOMERSUPPORT.WebMD Ignite shall provideCustomerSupport as further described
herein.Customer Support entitlesCustomer to assistancewith theServices via email,
telephone (205/982−5830) and/or other automatedprocesses andare availableMonday
throughFriday, 7:00a.m. to 7:00p.m.CST, excludingholidays (NewYear'sDay,Martin Luther
KingDay, Presidents' Day,Memorial Day, 4thof July, LaborDay,ColumbusDay, VeteransDay,
ThanksgivingDay,Day after Thanksgiving,ChristmasDay) (“LiveSupportHours”). Except as
otherwiseprovided in this Section 1 or Section2, assistance requestedoutsideof LiveSupport
Hourswill be handled thenextbusinessday.WebMD Ignitewill provide responses to specific
questions onabest e�ort basis only andmaynotprovide resolution toevery request for
CustomerSupport. All other services, includingbut not limited to, onsite assistance, custom
programming, databaseandnetwork administration, andcustomdesigned reports and forms,
maybe furnishedbyWebMD Ignite subject to sta�availability, andatWebMD Ignite’s then
current rates andcosts.CustomerSupport doesnot includeor apply to anyServices not
described in anOrder to the TermsofService.

a. Customer Support Features.
● FreeError andbugcorrections for theServices
● Access toenhancements/upgrades to theServices (professional services

required to implement upgradesare separately billable)
● Support hours for all support levels from7:00a.m. to 7:00p.m. (CST)Monday -

Friday, excludingholidays
● 24−hour reportingmechanism
● Access toonlineCustomerSupport andUserWebBasedTraining

b. Exclusions fromCustomer Support.Except asotherwiseprovided,CustomerSupport
doesnot includeanyof the following, eachofwhichmaybeobtained through
additional Professional Services:

● ResolutionofCustomer network,workstationor environmental errors not
directly related to theServices; and

● Support of any servicesother than thoseServicesdescribed in anOrder.
● Resolutionor analysis of any issues relating toany thirdparty security testingor

vulnerability scansperformedbyCustomer, or analysis of thirdparty reports.

2. ERRORCORRECTION.
a. Error Reports.Customer shall submit toWebMD Ignitebyemail, telephoneorby using

WebMD Ignite’s online tracking system, error reports (“Error Report”) to identify any
allegedErrors.Other thanError Reports for Level 1 Severity Errors, anyError Reports
that are submittedoutsideof LiveSupportHours shall beprocessedbyWebMD Ignite
during the LiveSupportHourson thenextbusinessday. EmergencySupport Requests
canalsobemadeoutsideof LiveSupportHours for Level 1 Severity Errors only, on a
24−hourbasis only in oneof the following twoways: (i) by callingWebMD Ignite’s
EmergencySupport Request line, or (ii) by submission throughWebMD Ignite’s
automated reporting tools, andWebMD Ignitewill respond to such requests in
accordancewith theprocedures set forthbelow.

b. Classificationof Error Reports.WebMD Ignite shall processeachError Report by
classifying theallegedError intooneof the following severity levels.
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● Level 1 Severity. Level 1 Severitymeans that (i) there is anError in theServices
that causes a siteoutage such that the serviceo�eredbyCustomer to its
customers is unavailable for accessor log in, or that causes an interruptionof
service toaMissionCritical Application such that the MissionCritical
Application is unavailable; and (ii) there is not aWorkAroundSolutionor similar
typeof correction availableor feasible. “MissionCritical Application”means a
system, application, server or database thatperformsanessential functionof
theCustomer service.

● Level 2 Severity. Level 2Severitymeans that (i) there is anError in theServices
that causes amaterial serviceperformancedegradationor latency for a
MissionCritical Application, and (ii)there is noWorkAroundSolution.

● Level 3 Severity. Level 3Severitymeans that (i) there is aWorkAroundSolution
forwhatwouldotherwisebeclassifiedas a Level 1 or Level 2Severity Error, or
(ii) there is anError in theServices that causes amaterial serviceperformance
degradationor latency for a non-Mission Critical Application, including,
without limitation, aproblemwith the functionality of a link, button, graphicor
option for either aMissionCritical Applicationor a non-MissionCritical
Application.

● Level 4Severity.All other Errors.

c. WebMD Ignite’s Response to Error Reports.WebMD Ignite shall acknowledge receipt
of anError Report byCustomer in accordancewith the following schedule.

● One (1) hour after submissionof anError Report involvingaclassificationof a
Level 1 Severity Error, provided that all Error Reports for Level 1 Severity
problemsmustbe submittedasdescribed in subparagraph (a) above; or

● One (1) businessdayafter submissionof anError Report involvinga
classificationof a Level 2, 3 and4Severity Error, provided that Error Reports
submittedelectronically shall be acknowledgedwithin less thanone (1)
businessday.

d. ErrorCorrection. If Customer reports an allegedError toWebMD Ignite inwriting,
WebMD Ignitewill perform issue analysis todeterminewhether suchallegedError is an
Error. IfWebMD Ignite confirms theexistenceof anError,WebMD Ignitewill use
reasonablee�orts toperformErrorCorrection; provided that there is nomisuseor
unauthorizeduseof theServices. If theError is determined tobecaused byanyof the
precedingconditions, thenWebMD Ignite shall charge its prevailing rates to investigate
and/or correct suchError.WebMD Ignitewill notperformErrorCorrection for, or
otherwise support, any versionof theServicesother than thecurrent version and the
immediately preceding version.

● OnceWebMD Ignite hasprocessed theError Report andclassified theError as
a Level 1 Severity problem,WebMD Ignitewill promptly begin andcontinue to
use reasonablee�ortsona24−hourbasis to identify andcorrect theError. If
theErrorCorrection is not completewithin twenty-four (24) hours following
processingof theError Report,WebMD Ignitewill informCustomerof the
statusof suchError Correctione�orts andwill establish amutually agreed
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uponcorrectionplanwith respect to theError until ErrorCorrection is
complete.

● OnceWebMD Ignite hasprocessed theError Report andclassified theError as
a Level 2Severity Error,WebMD Ignitewill promptly begin andcontinue touse
reasonablee�ortsduring LiveSupportHours to identify andcorrect theError
within seventy-two (72) hours followingprocessingof anError Report. If
additional time is required,WebMD Ignitewill informCustomerof the statusof
suchError Correctione�orts andwill continue suchErrorCorrectione�orts
until ErrorCorrection is complete.

● OnceWebMD Ignite hasprocessed theError Report andclassified theError as
a Level 3Severity Error,WebMD Ignitewill use reasonablee�ortsduring Live
SupportHours to identify andcorrect theErrorwithin three (3)weeks. If
additional time is required,WebMD Ignitewill informCustomerof the statusof
suchErrorCorrectione�orts andwill continue suche�orts until Error
Correction is complete.

● OnceWebMD Ignite hasprocessed theError Report andclassified theError as
a Level 4Severity Error,WebMD Ignitewill use reasonablee�ortsduring Live
SupportHours to identify theError,will informCustomerof the statusof any
ErrorCorrectione�orts andwill discusswithCustomer any appropriate
schedule for ErrorCorrection.

e. Requests forCustomer Support andOtherNon-Customer Support Related
Requests.WebMD Ignite requires that all requests forCustomerSupport be
communicated froman individual(s) so authorizedbyCustomer.Customer shall
designate five (5) individual contacts tocommunicate anyErrors orCustomerSupport
issueswithWebMD Ignite. Any additional individual contacts shall be$250each. In
addition tounlimitedError reporting, theSubscription Fee includesfive “how to”
customer support calls permonth for non-Error relatedquestions andassistance.
Additional“how to”questions for non-maintenance issuesmaybepurchased for $100
each.

f. StandardUpdates andEnhancements to theServices.At intervals thatWebMD Ignite
may reasonably select, access to standardupdates andenhancements to the
Serviceswill beprovided toCustomer at noadditional cost, provided that there are no
pastdueSubscription Fees; anyprofessional services related to installationof updates
and/or enhancements, training, interfaces, or other services in connection therewith
will beprovided toCustomeronabidperprojectbasis atWebMD Ignite then-current
Professional Services rates.

g. Customizations.Customer is notpermitted tomakeanycustomizationsor
modifications to theServices. IfWebMD Ignitemakes anycustomizationsor
modifications to theServices, suchcustomizationsormodificationsprovided to
CustomerbyWebMD Ignite shall beconsidered part of theServices andwill be
supported.

3. HOSTINGSERVICES.
a. SummaryDescription.For any subscriptionbasedpurchases identified in anWork

Order, theServices shall at all timesduring the termof theWorkOrderbehostedat
WebMD Ignite’s host server computers,which are located inoneof several co-location
datacenters (the “DataCenters”). TheDataCenters areSSAE-16compliant,with

ALLCONTENTSARECONFIDENTIAL

Confidential©Copyright 2023WebMD Ignite. All rights reserved.
Maynotbe reproducedor redistributedwithout theexpresspermissionofWebMD Ignite. 4



physical andenvironmental controls adhering to thehighest standards for data center
management. Backupsof theenvironment(s) areperformednightly,weekly, and
monthly,witho�-site retentionof theweeklybackupsmaintained in acontrolled
facility.

● Highestpriority in theeventof hosting failure
● Hosting issues resolved24/7
● Daily,weekly, andmonthly backups;weekly andmonthly backupsare stored

o�site
● 80GBofdata transfer permonth (over 80GBof transfer is $15perblockof

5GB)
● One (1) SSLCertificateonly (Customer shall be responsible for all fees related

toobtainingadditional SSLcertificates)
b. SystemUptime.WebMD Igniteprovides anaverage systemuptimeof at least 98.5%

(“UptimeBenchmark”),measuredonamonthly basis.Outages, accessproblemsor
limitationsonbandwidthdue tohardware, power, internet, or operating systems
locatedatCustomer’s site(s) are not included in any uptimecalculations. IfWebMD
IgniteHealthcare fails toprovide systemuptimemeetingor exceeding theUptime
Benchmark in any calendarmonth for circumstanceswithinWebMD Ignite control,
Customer shall notifyWebMD Igniteon thefirst suchoccurrenceandWebMD Ignite
shall have thirty (30) days from the receipt of suchnotice tocorrect theproblem (the
“UptimeCurePeriod”). If the systemuptime for the next full calendarmonth fails to
meetor exceed theUptimeBenchmark,Customer shall beentitled toa refundof 2.5%
of the totalmonthly subscription fee for the a�ectedmonth.
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